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Office of the Secretary
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Washington. DC 20554

Mark Stone. Deputy Bureau Chief

Federal Communications Commission
Consumer and Governmental Attairs Bureau
445 12th Street, SW

Washington, DC 20554

RE: CG Docket 03-123: Colorado TRS and Speech to Speech Services for Individuals with Hearing and
Specch Disabilities: Consumer Complaint Log for June 1, 2000 through May 31, 2011
Dear Ms. Donch and Mr. Stone,

As vou know, State and Telecommunications Relay Services (TRS) providers must submit annual consumer
complaint log summaries to the Federal Communications Commission on or before July 17,

Attached, for the State of Colorado. are an original and four (4) copies, as requested by the FCC. of the
annual consumer complaint log for June 1. 2010 through May 31. 2011,

Under separate cover. a copy is provided tor Mr, Stone.

101 can be of Murther assistance o you. please do not hesitate to contact me via 121 303 894 2512 or email at
Joe.Benedeno g Dora.Stare.Co.L s,

Kindest regards.

Sincerely.

Joe Benedetto
State Relay Administrator
Colorado Public Utilities Commission

Attachments:
Ms. Dorteh: Original and Four Copies: CC Log. June 1. 2010 — May 31, 2011
Mr. Stone: One Copy: CC Log. June 1. 2010 ~ May 31, 2011

1560 Broadway, Suite 250, Denver, Colorado 80202 303-894-2000
TTY Users 711 (Relay Colorado) www dora.state.co.us/puc Fax 303-894-2065  cansumer Protection
Permit and Insurance (Outside Denver) 1-800-888-0170  Transportation Fax 303-894-2071
Consumer Affairs 303-8384-2070 Consumer Affairs (Outside Denver) 1-800-456-0858
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Complaint Tracking for CO (06/01/2010- 5/31/2011). Total Customer Contacts: 28

Tally § Date of Complaint Natura of Complaint Date of Explanation of Resolution
Fesalution
1 U6/16/10 The customer stated that the Gperator did not bother to ook at the UB2110 Supervisor fallowed up with Operator and reviewed the process of leaving & messags on
customer's rotes. The custamer wanted to voice 8 message on an an answaring machine an the first dial out, Alse discussed the importance of foliowing ail
answering machine, but the Operator typed out the message two times in custorner notes and focusing on the cail
& row
4 OB/17i10 Customer stated that the Operator had trouble finding a live person at the Operator remembered this caill and sald that there was nat an option for a ve person, The
postal service. The recording kept hanging up, but when the custome custormier did not select an option. but kept asiung the Operator 1o redial and then hung up
it with a different Operator there was no probilen getting a live pers ar the Operator Operator was coached ¢ eping customer informed and proper
Customer Service Representative apologized (o customer and informed recording procedures
ther that the supsrvisor will speak to the Operator about this Customer
satisfied and does not wish t© have a follow up call
3 47108710 Accuracy of captions a7722MG stomer shared feedback regarding accuracy of captions and provided specific call data
Custorner Sarvice wva apologized rident and thanked the customsr
for the feedback Call detail was shared with Cali Ceénter management for foliow up, with
the Operator, by the Operator's supervisor
4 G7123110 A Colorade TTY customer complained that the Operator did not read afl of 0712310 The Operator apolegized for typing the answaring maching recerding, and explained that
their notes. The last nota requested that the Operator not type the they read the notes, but they were focusing on the other notes in regards (o the turbo
answering machine recording, but the Operator fyped it out anyway. The code. and garbling fssue. The Operator forgot to NOT type the recording when ths line
customer also complained about the garbling issug, that occurs at the answered, it was explained to the customer that if the Operator tuns turbe code off. thig
baginning of the calis. The customer's notes staie that the Operator s to seems (o help remendously with garbling issues, However, the customer insisis, per the
NOT wn off wrbo code notes, that they will turm off the turbe on thelr end and it should be this way for squal
aCCRES
5 049/18/10 A TTY customer provided the Operator with the phene number to call, 0972711 The Operator was coached on the importance of following custormer instructions
however, the operator digled oul e wrong number. The TTY user tried 1o
stop the operator but the operator did not stop the call. A Customer
Service Representative apologized for the inconvenience and stated that
this information would get passed alang to the appropriate individuals. The
customer did not request a follow up
8 1510 The customer stated that they are upset because the Uperator oK oo 112210 Anintermial rouble ticket was entered by the Operator at the time of this call The Operator]
{ong to inform them that the rmessags was garbled The Supervisor was was remindad to always call over a supervisor right away 1o cbserve any technical issues
able to ses the Operator's soreen, and notad that the Operator did send disrupling the progress of a ca that the correct action may be taken
two messagss 10 the customer stating that the message was garblad
within one minute. The customer stated that they did nol receive that
message. Customer Service Representative apologized o the customer
and the customer did not request a follow up
7 11730110 A veice caller stated that they were being billed, in error, by Sprint. A THEG0 issug has been resolved and the customer did not want follow up
trouble ticket was opened. Apolagized for the incorvenience and the
customer did not request & fallow up
a 12126110 Technical - General 1202910 Customer's friend indicated that the customer is unable to call out and was seeing
"Waiting for CapTel Operator.” Customer Service Hepresentative followsd up with the
customer and corfirmed she 1s now able o use her CapTel phone successtully. Customer
Sarvice Representative apologized for this experience and noted that there was a
sechpical difficulty. at the Call Center. causing calls to be placed in queue and experience
urnisually long wait times during a five hour interval. An external equipment vendor
corractad the matter. Customer Sarvice Representative confirmad that the customer i
now ghle 1o maks their captioned call successfully, without delay
E] 12/20/10 hrical - General 122110 Customer reported the need to “wan for captions” when attempting o make a captioned
cali. Cusiomer Service Represeniative followed up with the customer and confirmed she
is now able to use her CapTsl phone successfully. Customer Service Reprasentative
apologized for this experiance and noted that there was a techrical difficulty, at the Call
Center, causing calls to be placed in queue and experience unusually long wait times
during a five hour interval. An external squipment vendor corrgcted the matter. Customer
Service Representative confirmed that the customer is now able to make their captioned
call successfully, without delay
10 12120110 Techrical - General 12/21410 Custorner reported no captions on their CapTel phone. Customer Servios Representative
followed up with the customer and confirmed she s now able to use her CapTel prone
successiully. Cusiomer Service Representative epologized for this experisnce and noted
that there was a technical difficulty. at the Call Cerver, causing calls 1o be placed in queue
and sxperience unusuaty long wail times during a five houwr interval. An external
aquipment vendar cofrected the matter, Customer Service Representative confirmed that
the customer 1 now able to make their captioned cali successiully, without delay
11 12/20010 Technical - Generat 12121010 Custemer's son reponted irying to contact his father for hours, being put on nold and

asking him to walt for the next available Operator, Customer Service Representative
followed up with the customer and confirmed she is now able o use her CapTel phone
successfully. Customer Service Representative apologized for this exparience and noted
that there was a schnical difficulty. at the Call Center. causing calls to be placed in qu
and experience unusually long wait times during a five hour interval. An external
equipment vendor corrected the matter. Customer Service Representative confirmed that
the custorner is now abie o make their captioned call successfully, without detay.
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1212310

Technical - General

[S R

Customer stated that this agent would not repsat what was typed to [ETE

Customer reported sesing the message "Wating for Gperator.” Customer Servics

Rapresentative followed up with the custorner and confirmed she 1 now able t© use her
CapTel phone successtully. Customer Service Representative apclogized for this

experience and nofed that there was a technical difficudty. al the Call Center. causing calls
o be placed in gueus and experience unusually long wait times during a five hour interval

An external equipment vendor corrected the matter. Customer Service Represertative
confirmed that the customer is now able to make their captioned call successfully, without
deday
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102411

him/her. The agent's typing was extremely fast, but the agent told the
customer that they no longer had the information. After asking a few
guestions, caller stated that ha was able 10 read the {ext just fine and that
ihere was no garbiing. Also stated that the call had ended. but did not want
to call back because the outbound person sounded rushed. So customer
asked the agent to repeat what was typed. Customer Service
Representative explained that agent followed proper procedure and was
unable to follow up with the agent because the CAID was not provided
upon reguest

Saervice - General

Unknown agent followed proper procedurs.,

02702111
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Caller for customer reported seaing "Captioning Service 15 Ringing” when trying o place
cails. Customer Service Representative advised customer that on 2/2/2011 CapTel's
staffing was affected by blizzard conditions. Custorner Service Represantative apologized
for the inconvenience this caused and advised staying on the iine for the next available

captionist, Center locations in Madison and Milwaukee were under both a "state of
emergency” and a "civil danger” warning. declared by Wisconsin Govermnor Scott Walker
Even though bus and taxi services were shut dowrin both cities, and many roads wers
impassable, the Milwaukee and Madison centers boih remained open and fisided calls
non-stop. Service levels were not met for the day due 10 delayed answer time The state
of emergency ended on 2/2/2011 and staffing capacity was restored. Customer Service
Representative confirmed with customer thay are abie (o make and receive cails ina
tmely manner

02102111

02/02111

Service - General G202

Customer saw the message "Captioning Service is Ringing” whern trying to place an
outgoing captioned call. Customer Service Representative advised customer that on
27272011 CapTel's staffing was affectsd by blizzard conditions. Custarmer Service
Representative apologized for the inconvenience this caused and advised staying on the
line for the next available captionist. Center locations in Madison and Milwaukee werse
under both a "state of emergency” and a “¢ivil danger” warning, declared by Wisconsin
Governor Scoftt Walker, Even though bus and taxi services were shut down in both cities,
and many roads were impassable. the Milwaukee and Madison canters both remained
open and fielded calls non-stop Service lavels were not met for the day due o delayed
answer time. The state of emergency ended on 2/2/2011 and staffing capacity was
restored. Customer Service Representative confirmed with customer they are able o
make and receive calls, in a timely manner

210211

Service — General efozi

Customer reported sesing "Captioning Service is Ringing” when trying to place calis
Customer Service Representative advised customer that on 272111 CapTel's staffing was
affected by blizzard conditions. Customer Service Represantative apologized for the
inconvenience this caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were under both a “state of
emergancy” and a “civil danger” warning declared by Wisconsin Governor Scolt Walker
Even though bus and taxi services were shut down in both cities and many roads were
impassable the Milwaukee and Madison centers both remained open and fleided cails non
stop. Service levels were not met for the day due to delayed answer time. The state of
emergency ended on 2/2/11. Staffing capacity was restored Custormer Sarvice
Representative confirmed with custamar they are able 10 make and receive calis in g
timealy manner

02/02/11

Service - General 02702111

Customer reported sseing “Waiting for CapTel operator” when irying to place calls,
Customer Service Representative advised customer that on 2/2/11 CapTel's staffing was
affacted by blizzard conditions. Customer Service Representative apologized for the
inconvenience this caused and advised staying on the line for the next available
captionist. Center locations in Madison and Milwaukee were under both a “state of
ermargency” and a "civil danger” warning declared by Wisconsin Governor Scott Walker,
Even though bus and tax! services were shut down in both cities and many roads were
impassable the Milwaukee and Madison centers both remained opan and fisided calis non
stop. Service levels wara not met for the day due o delayed answer time The
emergency ended on 2/2/11. Staffing capacity was restored Customer Service
Representative confirmed with customer they are able to make and receive call
fimely manner,
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Customer's grandson reported that she was not able 1o connect with captions and
wondered if the captioning service was affected by weather conditions. Customer Service
Representative advised customer that on 2/2/2011 CapTel's stafiing was affected by
blizzard conditions. Customer Service Representative apologized for the inconvenience
this caused and advised staying on the line for the next available captionist. Center
locations in Madison and Milwaukee were under both a “state of emergency” and a “ciil
danger” warning, declared by Wiscaorsin Governor Scott Walker. Even though bus and
taxi services were shut down in both cities, and many roads were impassable. the
Milwaukee and Madison centers both remained open and fielded cails nor-stop. Service
levels were not met for the day due to delayed answer time. The state of emergency
ended on 2/2/2011 and staffing capacity was restored. Customnar Service Representative
confirmed with customer they are able to make and receive calls. In & timely manner,




GEGERE

Service - General

02702111

Customer reported experiencing a longer than normal wait for a captionist, Customer
Service Representative advised customer that on 2/2/11 CapTel's staffing was affected by
blizzard conditions. Customer Service Representative apologized for the inconvenience
this caused and advised staying on the line for the next available captionist. Center
focations in Madison and Milwaukes were under both & "state of emergency” and &
danger” warning declared by Wisconsin Governor Scatt Walker Even though bus a
services were shiut down i both oties ard many roads were Impassable (he Miwauke
and Madison centers both remamned open and fielded calis non-stop. Service levels
ot met for the day due to delayed answer tme. The state of emergency ended on 2
fabs] city was restored Customaer Service Representative confirmed with
customaer they are able to make and recaive calls in a tmaly

manner

02/02/11

Service - General

Custormer raported sesing "Captioning Service 18 Ringing” when trying (o place calls,
Customer Service Representative advised customer thal on 2/2/2011 CapTel's staffing
was affected by bilzzard conditions. Custormer Service Reprasentative apologized for the

inconveniencs this caused and advised staying on the fine for the next available
captionist. Center locstions in Madison and Milwaukes wers under both a “state of

emergency” and a “civit danger” warning. declared by Wiscorsin Govemnor Scolt Walker
Even though bus and taxi services were shut down in both cities, and many roads were
impassable, the Milwaukes and Madison centers both remained opan and flelded calls
non-slop. Service levels were not met for the day dus (o deiayed answer lime. The state
of emergency ended on 2/2/2011 and staffing capacity was restored. Customer Service

Representative confirmed with customer they are able to make and receive calls, ina

timely manner

02702111

Service - Leneral

020211

Customer’'s daughter reported seeing "Caplioning Service i Ringing” when wying to place

calis. Customer Service Fepresentiative ady omer that on 2/2/2001 CapT

staffing was affected by blizzard conditions  Customer Service Represeniative apologized
for the inconvenience this causaed and advised staying on the ine for the next available

captionist, Centar locations in Madison and Milwaukes were under both a “state of

emergensy” and a 'civil dangsr warning. declarsd by Wisconsin Governor Scott Walker
Even though bus and taxi services were shut down in Both cities, and many roads wers

impassable. the Milwaukee and Madison centers both remained open and fisided cafls

ron-stop Service levels wers not met for the day due o delayed answer time The state
of srnargency ended on 2/2/2011 and staffing capacity was restorad. Customer Service
Raepresantative confirmed with custorner they are able te make and receive calls, in a

Urmely manner

sed cust
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Q202

Customesr’'s daughter reporied experisncing a. longer than normal, waft when trying o
place calls. Customer Service Representative advised custormer that on 2272011
CapTel's staffing was affected by dhzzard conditions. Customer Service Representative
apologized for the nconvenience this caused and advised staying on the line for the next
available captionist. Center locations in Madison and Milwaukee were under both a “state
of emergancy” and a “civil danger” warning. declared by Wisconsin Governor Scott
Walker. Even though bus and taxi services were shut down in both cities. and many roads
were impassable, the Milwaukees and Madison centers both remained open and fisidad
calis non-stop, Service levels were not met for the day due to delayed answer time. The
state of emergency ended on 2/2/2011 and staffing capacity was restored. Cusiomer
Service FHeprasentative confirmed with customer they are able to make and receive calls
in g timaly manner
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Q2f02/11

Service - Genaral

02021

=

Customer reported seeing "Captioning Service is Ringing” when trying to place calls.
Customer Servics Representative advised customer that on 2/2/2011 CapTel's staffing
was affected by blizzard conditions. Customer Service Repressniative apologized for the
inconveniance this caused and advised staying on the line for the next avaiiabie
caplierist. Center focations in Madisen and Milwaukaee were under botly a “state of
emergency” and a “civil danger” warning, declared by Wisconsin Governor Scott Walker
Even though bus and taxi services wers shul down in both cities. and many roads wers
impassable, the Milwaukes and Madison centers both ramained opsn and fislded cails
nor-stop. Service levels were not met for the day due to delayed answer time. The state
of emergency snded on 2/2/20711 and staffing capacity was restored. Custom rvice
Represeniative confirmed with customer they are able to make and receve calls. ma
dmely manner

Q2/02/11

Service - General

Q2103714

Customer's daughter reported that customer s unable to place an outgoing captioned call
Custarner Service Representative advised customer that on 2/2/2011 CapTel's staffing
was affectsd by blizzard conditions. Customer Service Represertative apologized for the
inconvenience this caused and advised staying on the line for the next gvallable
captiorist. Cantsr locations in Madison and Milwaukee wers under both a "slate of
emergency” and a “civil danger” warning, declared by Wisconsin Governor Scolt Walker
Even though bus and taxi services were shut down in both cities, and many roads wers
impassatle. the Mitwaukee and Madison centers both remained open and fislded calls
non-stop. Service levels wers not met for the day dus o delayed answer time. The state
of emergency ended on 2/2/2011 and staffing capacity was restorsd. Cusiomer Service
Represertative confirmed with customaer they are able o make and recelve calls, in a
timaly manner

G204/

When inbound call first came in. they indicatad that they would be TTY
Whaen agent dialed outbound, inbound started typing heir greating
was garble ustomer notes it says not to disable turbo code when
using TTY. Agent fold inbound thelr message was garbled and then asked
them if they wers goin use Voo Carry-Over. inbound was very upset
that the agert didn’t follow their instructions and fesls that agent messed
up their call. Customer told agent to hold and said agent refused (o hold
Custormer wants follow-up contact via postal mail

o

Supervisor met with Operator Operator said that the notes could be TTY or Voice Carry-
Over and wanied to verify The customer did clearly want TTY Operator was coached o
always follow instructions. carefully. and to not upset a cusiomer Supervisor taking the
compiaint said the wrbo code was still on and that Operator was holding and waiting f

TTY to respond. The Operator's supervisar sent follow-up contact, via postal mail, at
tomer's request




We do not have an operator with the agent number giver by the customer. A follow up

28

GHOT

“opsrator did not do anything she asked" one of the Instruction was to have

The customer stated that she was trying 1o place very important cali and
provided a coupls instructions (o which the customer said that the

the operator enter extension number three tmes and the customer siated
thal the operator falled to do so. Customer had 1o disconnac! the call for
different operator Apoiogized for the inconveniance and assured the
customer that this report will be forwarded to the operator's direct
supervisor. The custormer would Iike a follow up via either email or mail,

VTR

email to custormer, per g request

3
i

04704111

Customer states the operatar hung Up on him after he asked the operator
if she was baing honest aboul not copying down the account number of
the new credit card he just placed a call about. Apologized to the customer
and informed hirm the operator's supervisor would be made aware of this
and the operator will be spoken 0. Customer would like & follow up via
mat or TTY

04104711

Operator remembersd the call. Customer cafied a business, and the husiness persor was

laughing and asked security verification questions which upset the TTY customer

OQutbound volce then disconnected. Operator kept the TTY customer informed and
followed procedures

he agent to review proper disconnect procedurs and relterate

28

O5/05/11

Customer states call was nol piaced in an efficient manner Customer
asked operator 1o repeat what was typed and she dig not. Customer
needad it repeated because i was garbling. Customer asked operator (o
or and disconnscted the
custamier this would be

get a supervisor. {
cail Apologized 10 the cusiomer and inf U
immediataly forwarded 1o the operstor's supervisor for fofiow up. Customer
satisfied and does not want a follow up call

Tha supsarvisor mat witit i

the sy g callers for any reason. The agent recalls having soms

oper procedure and will act in a more professional manner in
the future




